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NATIONAL FOREWORD 

This Indian Standard wt-iich is identical with ISO'IEC Guide 76 : 2008 Development of service standards — 
Recommendations for addressing consumer issues' issued by tlie International Organization for 
Standardization i ISO) and International Electrotechinica! Commission (lEC) jointly was adopted by the Bureau 
of Indian Standards on the recommendation of the National fVlirror Committee of COPOLCO and approval of 
the Director General, Bureau of Indian Standards under Rule 8(3)C of BIS Rules, 1 987. 

The text of ISO/IEC Standard has been approved as suitable for publication as an Indian Standard without 
deviations. Certain conventions are. however, not identical to those used in Indian Standards. Attention is 
pai-tiCuiariy drawn to the following: 

a) Wherever the words 'International Standard' appear referring to this standard, they should be read 
as Indian Standard'. 

b) Comma i ,,i has been used as a decimal marker in the International Standard while in Indian Standards, 
the current practice is to use a point (.) as the decimal marker. 
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Indian Standard 

DEVELOPMENT OF SERVICE 

STANDARDS — RECOMMENDATIONS FOR 

ADDRESSING CONSUMER ISSUES 



1 Scope 

This Guide provides general guidance on the issues to be considered in standards for services On the basis 
of this guidance, detailed standards can be prepared for any service This Guide provides a checklist (see 
Clause 9) which can be used by consumer representatives and others participating in the prtxess of 
standards development Use of the checklist enables full consideration to be given to all matters of consumer 
interest, including the needs of children, older persons, persons w^ith disabilities and those from different 
ethnic and cultural heritages 

This Guide is relevant to the full range of services, whether or not a formal contract is entered into or purc*iase 
pnce paid, but it also has relevance for public or chantable services in which there is a consumer, a user or a 
participant, but not necessanly a purchase, e g education, health and care provision 

2 Normative references 

The following referenced documents are indispensable for the application of this document For dated 
references, only the edition cited applies For undated references, the latest edition of the referenced 
document (including any amendments) applies 

ISO 9000, Quality management systems — Fundamentals and vocabulary 



3 Terms and definitions 

For the purposes of this document, the terms and definitions given in ISO 9000 arKl the following apply 

3.1 
service 

result of at least one activity, necessarily performed at th* interface t)etween the supplier afHl custom«sr. ttwt is 

generally intangible 

NOTE 1 Examples of possible services are given in Annex A 

NOTE 2 in ISO 9000 "product" is defined as the "result of a process' that encompasses four generic product 
categories [services (e g transport), software (e g computer program, dicJKWiary), hardware (e g engine mechanical part) 
and processed materials <e g lubncant)] and that indicates tttat 8ie product category used » t>a*ed on the domnan! 
element A service can therefore include the delivery of software, hardware and processed matenats For !t>e purposes of 
this Guide a separate definition of "sen/ice" is given here 
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3.2 

goods 

products excluding services 

EXAMPLE Software, hardware and processed materials, e.g. domestic appliances, home care articles, food. 

NOTE In ISO 9000, 'product' is defined as the 'result of a process' that encompasses four generic product 
categories [services (e.g. transport), software (e.g. computer program, dictionary), hardware (eg engine mechanical part) 
and processed materials (eg lubricant)] and that indicates that the product category used is based on the dominant 
element A service can therefore include the delivery of software, hardware and processed materials For ttie purposes of 
this Guide, a separate definidon of 'goods' is given here. 

3.3 

service provider 

entity that offers one or more services 

NOTE Ttie entity can be an individual or an organization 

3.4 
consumer 

individual member of the general public purchasing or using goods, property or services, for personal, family 
or household purposes 

NOTE Adapted from the ISO/IEC Statenoent on Consumer participation in standardization wor* 1^1. 

3.5 

customer 

organization or person that receives a product 

EXAMPLE Consumer, client, end-user, retainer, beneficiary or purchaser 

NOTE 1 For the purposes of this Guide, use of the temi 'customer- includes potential customers in the reference. 

NOTE 2 Adapted from ISO 9000. 

3.6 

customer satisfaction 

customer's perception of the degree to which the customer's requirements have been fulfilled 

l^'4ly^:re*Sc^rer«SSrn."'^ '"^ "^^ agreed to wrth the customer and fulfilled. th.s does not 
NOTE 3 Adapted from ISO 9000 

3.7 

user 

participant 

person who uses the service(s) of the service provider 

3.8 

impairment 

to aS '^' P*""^"«"'' *"9^' °^ 5«^efe and can fluctuate over time, in particular, deterioration due 
[ISO/IEC Guide 71:2001. 3.41 
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3.S 
contract 

agreement by which one or more parties are ot>ligated towards one or several other parties to provide a 
service 

3.10 

code of conduct 

customer promise(s) made by an organization, and related provisions 

NOTE 1 The promise(s) are used by tt>e organization for the purpose of maintaining and enhancing customer 
satisfaction (3.6) and relate to the organization's products or the Interaction of Itie organization with its existing or 
potential customers. 

NOTE 2 See also ISO 1 0001 on guidelines for codes of conduct for organisations. 

3.11 

customer service 

interaction of an organization with the customer throughout the phases of service provision 

NOTE Adapted from ISO 10002. 

3.12 
delivery 

action of providing a service 

3.13 

usability 

extent to v^ich a service can be used by specified users to achieve specified goals with effectiveness. 

efficiency and satisfac^n in a specified context of use 

[ISO/IEC Guide 71 :2001 . 3.7] 

3.14 

assistive technology 

assistive device 

piece of equipment, product system, hardware, software or service that is used to increase, maintain or 

improve functional capabllKies of individuals with disabilities 

NOTE This can t>e acquired commercially off-the-shelf, modified or customized. The term includes technical aids for 
persons with disabilities. Assistive devices do not eliminate an impaimient but may lessen the difficulty an individual has in 
carrying out a task or activity in specific environments. 

[ISO/IEC Guide 71:2001. 3.3] 

3.15 

alternative format 

different presentation which can malce services accessible by the use of another movement or sensory atiility 

NOTE Adapted from ISO/IEC Guide 71 . 

3.16 
complaint 

expression of dissatisfaction made to an organization, related to its products, or the complaints-handling 
process itself, wtiere a response or resolution is explicitty or implicitty expected 

[ISO 10002:2004. 3.2] 
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3.« 

complainant 

person, organization or its representative, making a complaint 

[ISO 10002 2004. 3 1) 

3.1B 

faadbicfc 

opmions, comments and expressions of interest in the service or the complaints-handling process 

NO"rE Adapted from ISO 10002 and from ISO/IEC Guide 51 

3.1t 
tafagtiMd 

precaution taken to prevent or reduce the impact of a failure in some aspect of service provision 

4 Key consumer principles 

4.1 General 

Services cover a wide range of activities (see Annex A). The common features are a service provided by a 
commerciaJ. public or private organization, for which claims are made, products or assistance are delivered, 
V) organization on whose quality of provision consumers rely, often without individual or immediate means to 
judge tt>B, Ttie key consumer pnndples, as described in subclauses 4.2 to 4.10, should be taken into account. 

4.2 infomuition 

Information ar>d its communication play a crucial role in the selection, provision and effective use of services 
tiecause. untike products such as shoes and food, there are less tangible elements to assist the consumer in 
gaugvig qu^ity, fitness for purpose, value for money, etc. Communication of information, especially prior to 
contract signature, and ttie manner of doing it (Including the attitude of staff) is a fundamental consideration 
The role of communication at every step in the deasion-making process is illustrated in Figure 1 . 

4.3 Access and fairness 

Access to services is a function of consumers' ability to afford the things they need or want, and of the 
availabiity of tfiese things to all consumers regardless of location, social and economic considerations and 
physical or mental impairment Thus, to be aedible, the interests of the full range of consumers (from children 
to oWer persons, with different cultural and ethnic backgrounds and with all variations in abilities) should be 
acknowledged and irwiuded from the outset in the development of relevant standards In maintaining the 
pnrwpte of famess. standards shouW ensure that services do not unreasonably discriminate against any 
particuiar group of consumers 

4.4 Choice 

Promotrig consumer choice is fundamental to consumer policy In standardization, this means that a standard 
ShouW not favoiw any one particular supplier or be unnecessarily restrictive of the form of service provision 
Various characteristics of a service will be balanced with the need to maintain value for money and a 
ccmpetttve rn»fce( 



4.5 Safety and security 



The safety (inckxSng hygiene and physical safety) and security (including financial security and privacy) 
afforded by services are key prioritjes. with a particular emphasis on protecting vulnerable people, e g 
chikfren. oWer persons, persons with disabilities or persons disadvantaged through poverty or an inability 
(perhaps due to language) to access relevant information and assistance 
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Figure 1 — Service elements and role of communication at all ttages of service provision 

4.6 Quality 

Quality IS the extent to which the ctiaractenstics of a service fulfil the requirements Therefore, quahty 
encompasses the many other intangit>le features that contntHrte to "good' service These include factors 
already considered in subclauses 4 2 to 4 5 such as access to helpful and accurate information good 
customer handling and timely provision, but also factors within a framework of environmental impact 
assessment and sustainable development such as sustainable use of resources and the ability to reCyde 
Ease of use is a quality feature for the general populace, but also an access factor for ttiose with some form of 
impairment Quality and value for money, as well as safety, are central issues for consumers 

4.7 Redress 



Consumers need to feel confident of service delivery and of the fact that, should something go wrong, there 
are appropriate provisions in place to handle any concerns or claims, irrespective of whether the service is 
provided nationally or from another country 
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4 8 Environmental issues 

4.9 Representation 

representation, e g through consultation when developing new services. 

4.10 Compliance with laws and regulations 

Service providers should ensure compliance and proper consideration of applicable f^^to^V^^nd regulatory 
W^ents. from the earliest planning and design stages of the service to service delivery and redress. 

5 Using this Guide 

5 1 This Guide provides an overview on how consumer interests should be identified and taken into 
account m the development of standards for services. Standards include international, regional and national 
standards, as well as sectoral and organizational or company standards. This Guide indicates the areas in 
which detailed requirements may be drawn up for particular sector-specific standards. 

5.2 The documents listed below should all form part of the toolkit for the standards developer. 

a) The ISO/IEC Policy Statement. Addressing the needs of older persons and people with disabilities in 
standardization wo/*I2*l, and the complementary guide, ISO/IEC Guide 71, provide standards developers 
and others with a systematic approach to addressing ageing and disability issues in the writing and 
reviswn of International Standards These documents also help Technical Committees to evaluate how 
they are addressing such issues in their Work Programmes. 

b) ISO/IEC Guide 51 provides guidance on ^neral safety considerations. ISO/IEC Guide 50 provides more 
specific guidelines for child safety 

c) Detailed guidance on specific aspects of servrce delivery, such as the internationally agreed criteria for 
customer satisfaction given in ISO 10001. ISO 10002 and ISO 10003, constitutes useful guidance on 
gtobat customer care 

NOTE ISO 10001 provides guidelines on codes of conduct. ISO 10002 provides guidelines on complaints 

handling. ISO 10003 provides guidelines on external customer dispute resolution 

5.3 Clause 6 outlines a process which standards developers may use to address the key areas of 
consumer interest, including the needs of older persons and persons with disabilities. 

5.4 Clause 7 identifies the key consumer questions that may be asked when selecting, purchasing or 
engaging with a service, and indicates the link with the vanous 'service elements' listed in Table 1 . 

5.5 The service elements, identified from ttie key consumer questions, may be considered wtien developing 
organaational or company standards, or sector-specific standards Within each service element, there are a 
number of topic areas" Clause 8 describes the various topic areas for each service element. Taking all topic 
meas mto account should ensure that consumers' needs arp addressed when developing a standard In the 
delivery of any service, there may be a sequence of phases in the proviskjn of the service, all involving 
interaction tietween the service provider and customer. 

NOTE See Figure 2 for an example related to a sporting event, tfijs figure also shows that ttiere can be associated 

support activite* 
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5.6 In Clause 9. Tables 2 to 6 provide checkhsts of the topic areas identified in Clause 8 as a qwcfc way o( 
enabling standards developers to ensure that ail relevant asp>ects are covered 

5.7 Annex B illustrates how different service elements may assume greater or lesser significance wt>en thi« 
systematic checklist approach is used to develop standards in very different service soctors (i e fiair care 

providers, hotels and life insurance) 

NOTE Annex B gives examples rather than exhaustive lists of all necessary requirements fcx each ot these tcrvce* 

5.8 The Bibliography provides a list of sources that standards develop>ers can use to investigate more 
detailed and specific guidance materials '' 

5.9 In developing a new service standard, the expectation should be to identify tfie cntena required to 
ensure best practice, regardless of the size or location of the service provider However, the more complex tfie 
service, the more optional features there may be to consider To facilitate the use of standards by even the 
smallest organization, it is recommended that issues of overnding importance for tfie p^icutar service bemg 
standardized should be identified by means of checklists, from which should t>e formulated a set of the key 
criteria with which a small organization should comply This may tje included as an annex (e g Annex A of 
ISO 10002 2004) 

Figure 2 illustrates the provision of sentrices by a professional soccer club, virhere the spectator is the 
customer ^' Several services may be offered during each phase of the experience For example, during half- 
time, music may be played, spectators may buy a dnnk or snack, or go to the toilet Support activities include 
other provision for the same customers, but not directly related to the match, e g selling club articles or 
issuing a magazine All of these activities need to be planned for and done well if the resulting service is to 
provide customer satisfaction 



1) The Bibliography is no! exhaustive Users are encouraged to che<* for current updates and future publications and 
investigate websites for further matenal 

2) Based on "ISO 9000 scores in professional soccer - but who is the customer^'1'1 
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Figur* 2 — Example of phases in provision of service (professional soccer) 



6 Taking account of consumer tesues when developing standards 

Commrttees may find the process 3' outlined in Figure 3 helpful In ensuring that key consumer issues are 
identified and addressed wt^en developing a new service standard or at each revision of an existing one The 
process reads from left to ri^t. with guidance on achieving each objective provided in the columns 
WKJeme^h 



3) B«s«<l on • process described m IStyiEC Guida 71 
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Figure 3 — Identification of consunter issues at each stage of developing standards for services 
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7 Key consumer questions to address 

7.1. When selecting, purchasing or engaging with a service, consumers may ask a variety of questions at 
each of the stages of service provision The development of standards that address such questions is likely to 
increase consumer confidence Customer complaints and survey data should also be examined to ensure that 
the requirements in a standard for a service adequately address those areas of dissatisfaction that are of 
particular importance to consumers 

7.2 Table 1 illustrates the sorts of questions consumers may ask and maps them onto service elements that 
should be considered when developing any standard for a consumer service The questions relate to the 
service provider or service prior to purchase or engagement, during the contract phase, at the time of service 
delivery and after sales or engagement, which may be after the contract term has ended, or when it is 
terminated prematurely The list of questions is not exhaustive; further questions may arise in relation to 
particular service sectors, which can be mapped across to service elements in the same way. 

7.3 The service couW be a single event (eg attending a music concert, staying at a resort hotel or having 
an operation in hospital) or continuous (e.g. telephone service provision) It may be made up of a single 
activity or include several activities, as illustrated in Figure 2. Examples of possible services are given In 
Annex A 

Table 1 — Key questions consumers may ask and the service element to which they relate 



Consumer questions 


Service element 


Pr»-angagam«nt questions about ttw service provider and service 


1 Do 1 trust tf« service provider' 

Need for up-front information about the honesty, integrity, reputation, solvency. 
rei<ab<My good quakty sennce. etc 

infofmatan may come direct from th« service provider, including through association 
of brand names and/or use of codes pertaining to customer service It may also come 
from mira parties, such as consumers and other organizations, which rate services, 
and certification txxies, which do conformity assessments 


Service provider 
Communication 
Supplier 


2 Am 1 eligible for the service' 

Some services are open to aH Others require qualification, e g age or skUts 


Customer 
Communication 


3 Do i nave enough infomnation from the service provider about the service to 
aitow me to make the nghl decision, m terms of pnce. value for money, opbons 
available etc ' 


Communication 


* Can 1 understand (he mfonnation use it easity. and is there enough but not too 

much' 


Communication 


5 Are there any aspects about the sen/ce provider or the sen«» that may affect 
my deosion' 

eg »nv.ronmen(e/ health and safety social aspects/impacts of the organization or 
the service responsibility 


Service provider 
Communication 


6 Are the organiiation and its personnel courteous and helpful to me? 


Personnel 
Communication 


T Is ■! easy for me to contact the Ofgamzation' 

e g office openng hours, website, freephone helpline number, e-mail access, etc 


Service environment 

Equipment 

Communicatkm 


8 Does the organaation take into account my specific needs and limitations' 
e g o«er persons persons with disabilities youths, different cultures and languages 


Service environment 
Equipment 



10 
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Table 1 (continued) 



Consumer questions 


Service eleinenl | 


Questions about the purchase or engagement stage of service 


9 Do 1 understand the contract (or implied contract)'' 


Contract 




Communication 


10 Does tfie contract give me enougti infomnation to mai<e an informed Oeosion'' 


Contract 


e g rights and obligations of buyer seller and any third party clearly spelled out 
standardized format cancellation nghi 


Communication 


1 1 Can 1 see clearly wtiat the service will give me'' 


Delivery 




Communication 


12 Am 1 able to trial the service'' 


Service environment 




Equipnrwnt 




Communication 


13 Do 1 have a choice of different types or levels of service and, if so is th* made 


Delivery 


clear? 


Service envirorwnent 




Equipment 




Commisi cation 


14 Are there different ways 1 can pay and is this made dear'' 


BtUmg 


e g payments through Internet, deductions from bank account 


Service envirorMnent 




Equipment 




Communication 


Questions about service delivery 




15 Am 1 getting what 1 expected, when 1 expected it, in the way 1 expected it and of 
the quality expected'' 


Delivery 
Service outcomes 




Communication 


16 Is the service t>eing provided safely r^pecting my pnvacy, taking account of 
environmental issues, and without detriment to health or the environmenf 


Delivery 
Service outcomes 


If not how do 1 get assistance'' 
e g helplines 


Equipment 
ServK:e erwirorvnent 




Saieguards 




Communication 


17 Is the service being provided in a courteous, knowledgeable, friendly manner 
and with an appropriate attitude'' 


Personnel 
Communication 


Questions about after-eatee/post-enBagement service ] 


1 8 How do 1 complain and is there a choice of ways of doing so'' 


Safeguards 




Commwiication 


19 Is my complaint handled promptly courteously and knowledgeatjiy. vrfiether Ote 
service «6 provided nationally or from another country'' 


Commumcatioo 


20 Can 1 get someone mdcpendtnt to consider my compiamt if the orQanization 
dcesnl sort things ouT? 


Personnel 
Safeguards 




Communicalion 


21 Are emergency services available rf needed'' 


Safeguards 
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8 Detailed consideration of service elements and related topic areas 

8.1 General 

The service elements identified in Clause 7 relate to the parties Involved in service delivery (provider, supplier, 
personnel and customer), the stages of provision (contract, billing and delivery) and related aspects, which 
may be of equal importance (service environment, equipment, outcome and safeguards). The communication 
of infomiafion is a key aspect of service provision from the consumer's perspective, at ail stages of service 
deltvery Communication is also of great importance within the organization providing a service and between 
ttie service provider and its suppliers Figure 1 illustrates the importance of communication at all stages of 
servtce engagement and delivery. Within each service element, there are a number of topic areas to consider, 
which are detailed in subclauses 8 2 to 8 14. The importance of the various topic areas will depend on the 
sector for which the standard is being developed. Clause 9 presents the information from subclauses 8.2 to 
8 14 in tfie fomi of checklists, with prompts for ease of use by standards developers. 

8.2 Service provider 

8.2.1 General 

The service provider may provide one or more of a range of services. These may include 

— expert advice or support (e g legal advice or financial services), 

— the selling of intangit>le products (eg insurance), 

— (raining or education (e g language schools or instoiction in sports, or other physical activities), 
accommodation ar>d entertainment (eg hotel, restaurant or theatre), 

organaed and guided activities (particularly connected with tourism), 

-^ hire of equipment (e g tools, premises, such as letting agencies, or intangible products, such as Internet 
service providers), and 

- care or treatment (e g hairdressers or alternative therapists) 

8.2.2 Quality nunagcment 

?,!^!lrt~ri'!L'!lM'"^ ^^'^ "'^' ^"'"^"'^ '° ^"""""9 consistently good service provision Sector- 
fri It ^'^"'^^'^'^ «>"W require adherence to, for example. ISO 9001 (which specifies requirements 
for a quahty management system mat can be used for internal application by organizations or for certffication 
or (or contractual purposes) and/or nJentify key quality requirements for that sector cenitication, 

8.2.3 Environmental management 

Ser^s may have environmental impacts in numerous direct and indirect ways eg in the destruction of 
(wests to provKle amenities for tourists in previously undeveloped areas throuqh increased S^av use 

cr«^reTd£re^;^,^-— -^^^^^^ 
rL..r.r^j.rrc-:'i— V-. -=^^^^ -aar. tor 
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8.2.4 Occupational health and safety nrtanagement 

Most countries have national requirements and agreements governing some aspects of occt^>ationat tieatlh 
and safety management: those applicable wHI depend on the service for which a standard is beir>g developed 
There will often be differences between the legislation prevailing n the country in wtuch a service is contraded 
and that in which the activity is undertaken (eg when purchasing holidays) This may directly impact on the 
consumer (eg the length of shift permitted for a coach dnver may have potential safety consequences) or t>e 
of concern (eg. an "ethical' purchaser of services) 

8.2.5 Solvency and other financial aspects 

Solvency of the supplier is a concern for the purchaser of any service, but particularly wt>ere there is reliance 
on a long-term investment, eg a private personal pension Many countries ttave national requirements and 
agreements governing some aspects of financial trading which should be taKen into account m setting 
requirements in standards, particularly as financial services are an increasing pari of V\e global martlet 
Liability insurance is one aspect that may be considered 

8.2.6 Integrity 

The integrity of the provider may be governed by professional and organizational codes related particularly to 
that sector. They can include issues such as responsible advertising. sellir>g methods or compliance with 
national requirements and agreements In addition, service providers are required to comply with all laws and 
regulations that apply to their organization 

NOTE 1 Reference can be made lo other standards, sector-speofic or organaational codes tuch as r*tpon%tM 
advertising 

NOTE 2 See also ISO 1 0001 

8.2.7 Capacity 

The size or resources of an organization may impact on safeguards available for customers Consequently 
minimum requirements may need to be considered, either at the organizational level or through agreements 
with other service providers, eg networks of small bed and breakfast establishments operating to ensure that 
customers may be passed on if circumstances require it 

8.2.8 Social responsibility 

Social responsibility is a wide area, itself open to interpretation, for which international agreements, national 
requirements and agreements and organizational or sector requirements may exist, e g related to the care of 
workers or the environment or child latwur. 

NOTE A future International Standard giving guidance on social respon»ib*ity « currently under development 

8.2.9 Human resources 

The number, skill and competence of personnel may impact on safety, security or safeguards Consequently 
standards may need to specify the stafftr>g arrangements required of the service provider e g the mirnmum 
number of staff (including where this is determined by the type of service provided), their competence and ttie 
minimum number of managers per numtwr of empkjyees 

8.3 Suppliers 

Organizations supplying the service provider may themsehrtss have a positive or negative impact on the 
quality of service ultimately provided to the customer There may be a need to specify minimum requirements 
for the supplier in the same way as for the drect sennce provider, eg adherence to quality standards 
Account may be taken of international agreements, national requirements and agreements, sector specific 
codes and any relevant sector-specific standards (e g a loor operator uses arlines which comj^ with national 
aircraft safety standards, and a kitchen design firm installs equipment which complies with product safety and 
performance standards). 
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8.4 Personnel 

8.4.1 General 

Sectoral standards need to deal principally w.th personnel, whether employees or volunteers, in direct contact 
wrtti customers 

8.4.2 Knowledge 

Standards could specify minimum requirements in necessary areas, eg. a need for personnel in direct contact 
wrtti customers to be fluent in the language of the target user, or to fully understand and be able to explain the 
organization's complaints procedure. 

8.4.3 Skills and competencies 

The skills required include the minimum qualifications and experience necessary to carry out the primary 
service task under the personners responsibility as well as ancillary competencies, such as communication 
skiUs (particularly where personal care is being delivered), the flexibility to deal with different types of ability 
and understanding amongst customers, or physical fitness, where appropriate. 

8.4.4 Attitude 

Professionalism is a requirement of personnel in all phases of delivery, including accountability for actions and 
deasions. courtesy and attention to the needs of the customer and adherence to sector-specific or 
organizational ethical codes, such as the customer's confidentiality. Poor attitude is a ma|or source of 
complaints and is therefore highlighted separately 

8.4.5 Training 

The policies and procedures of an organization or a company should include methods for monitoring 
performance and providing continuing professional development of staff Training for all sectors should include 
communicalion with customers (attitudes and knowledge of the complaints process), safety and health 
requirements, special needs awareness, etc Specific training will relate to the role of personnel and the 
service t>eing delivered 

8.5 Customer 

The customer may be someone who is considering engaging with a service, the person who purchases the 
service o< the user of the service There may be criteria that the customer needs to fulfil to be permitted to 
contract or receive the service to ensure the safety or security of the service user (either the individual 
cofKerned or ttie group of those engaging) These may include minimum requirements (or age, knowledge or 
skills, attitude (e g the customer's respect for facilities, personnel and other customers) or fitness (eg a 
person with a heart condition who wishes to nde a roller coaster) There may need to be specific provision for 
those who, through age. health or mental ability, are vulnerable users Where limitations are necessary 
(e g for reasonable reasons of safety), this should be clearly stated 

8.6 Contract 

8.6.1 Clarity and transparency 

Hot an contracts are wntten where reliance is placed on an oral contract, it is even more important that other 
commurecations, including pre-porchase literature, are clear (see 8 12) Wntten contracts should use simple, 
easy to-fo«ow language and include an explanation of key terms A sector -specific standard could specify 
wh«h terms require explanation Basic pnnt should be of adequate size and alternative formats (eo extra 
large print, other languages) should be available as required Sectoral standards could provide detail on 
appropriate formats to suit the service being delivered 
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8.6.2 Objectivity and fairness 

Reference may be made to national requirements and agreements regaidmg fair contract terms cancellation 
rights, complete costings data protection etc Wliete the service is one m wtiich a new contract is issued 
each year, but where the consumer may perceive the service as continuing (e g car insurance) the coniiact 
should be required to be explicit on vi^hether and what entitlement to continuing service exists Consideration 
should be given to whether some entitlement to continuing service is owed to the consumet m that sector and 
whether detailed specification is necessary 

8.6.3 Format 

The layout of the contract has an impact on how easy it is to follow The location of key information and the 
manner m which it is presented should tal<e account of international, national or sector- specific agreements 

8.7 Billing 

8.7.1 Information related to payment 

Invoices or statements should be clear on aspects such as whether service charges taxes delivery charges 
etc are included Where appropriate (e g in the context of telephone service electricity oi gas supply), unit 
pricing information should also be given 

8.7.2 Mode of payment 

Modes of payment may include cash, vouchers, debit or credit card and electronic funds transfer The mode of 
payment should include those appropriate for the service being delivered with clear indications of virfiere an 
expected method of payment is not available and any surcharges related to particular methods of payment 
Consumers may prefer to have a choice of modes of payment 

8.7.3 Conditions 

Information should be clear on the time period for pari or full payment for the service, provision for 

independent holding of large sums (eg a deposit on house purchase) and information on whether 
taxes.'gratuities are to be added There should be provision for on-the-spot sorting of complaints, and clear 
reference to the organization's complaints procedure and the provision made for external dispute resolution 

NOTE See aiso ISO 1CC02 and ISO 10003 

8.8 Delivery 

8.8.1 Specirtcation of activities 

Sectoral standards should outline the various activities that may be considered to be part of the service and 
any that are required items 

8.8.2 Trustworthiness 

Sectoral standards should describe the delivery agreements that may be expected Reference may be made 
to adherence to sector-specific rating schemes, such as hotel grading schemes 

8.8.3 Privacy 

Adherence to national privacy and data protection requirements should t>e included 
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8.84 Safety 

A variety of other standards or applicable statutory or regulatory requirements may be relevant to the issue of 
safety e g in relation to the service environment, the equipment used or the goods supplied as pari of the 
particular service being delivered 

8.8.5 Health and hygiene 

A vanety of other standards or applicable statutory or regulatory requirements may be relevant to the issues of 
health and hygiene, eg in relation to the service environment or the goods supplied as part of the particular 
service being delivered 

8.8.6 Environmental aspects 

The conservation of the environmental, cultural and human heritage should be considered, which may include 
waste handling (reduction recovery or recycling), reduction of odours and noise and visual pollution. There 
may be reference to increasing customer and personnel awareness of respect for the environment. 

8.8.7 Code of conduct 

ISO 10001 may provide reference on codes of conduct Consideration should also be given to the 
organizational mission, values and commitment to quality and any sector-specific codes. 

8.8.8 Security 

Security encompasses the person (eg adult/child and leader/group supervision arrangements), belongings 
(e g faalities for secure storage of valuables), investments, financial information and customer's identity 
(e g restrictions on access to personal data, internet codes, etc ) The relative importance of each of these 
will vary depending on the service being delivered 

8.9 Service outcome 
8.9.1 Satisfaction 

There should be reference to methods used to establish customer satisfaction, including regular analysis of 
complaints data and customer surveys 

8 9.2 Continual improvement 

Service providers should foresee some type of continual improvement Quality management standards 
(e g ISO 9004) provide for continual improvement Ways of achieving this include analysing complaints, 
claims and incident (or accident) data, as appropriate, and other feedback through surveys of customer 
satisfaction being carried out at regular intervals, along with ongoing investigation of customer needs and 
requirements in order to continually improve service provision 

8.10 Service environment 

8,101 General 

The environment for service delivery may be a location (eg a salesroom, a workroom the countryside or the 
customer's own home), or it may be part of a network of tocations (eg a railway network an airline terminal 
or a passenger vehtde) 

8.10.2 Hcattti and safety requirements 

Compl«nce wrth internatKjnal agreements, standards and natKmal requirements arnl agreements 
(e g daylight access in offices, temperature, air quality provision of lavatones) should be clearly stated Some 
speafic requirements may be necessary for particular service sectors 
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8.10.3 Accessibility 

Compliance with relevant statutory arnl regulatory requtrements arxl agrewnents (• g the American* w«h 
Disabilities Act. or the European Mandate M283) and with standards (eg tSOAEC Guide 71) should be 
specified Particular requirements may be necessary for specific service sectors 

8.11 Equipment 

8.11.1 Quality and safety requirements 

Articles and facilities used In service delivery should be safe ar)d fit for purpose anti. vvttere appropriate, 
comply with relevant standards and any nation^ technical requirements (eg trams tn pubbc transport 
services, drills used when fitting kitchens). Requirements may include, for example, mwiual handbng 
requirements, safety guards, etc. 

Goods supplied as part of a service should also conform with relevarrt standards and apphcaWe statutory arxf 
regulatory requirements and agreements, e.g. food hygiene standards 

8.11.2 Accessibility 

The size and shape of furniture, fixtures and fittings should be suitable for target users, irtdudirtg those who 
have special needs, eg due to mobility, visual or hearing impairmertt or age (children or older persons) 

8.11.3 Other relevant requirements 

Requirements may need to be specified for areas in which risk management is necessary A mantenatKe 
specification may also be needed, eg if the service provided includes equ4}ment which shoukl be checked 
regularly, such as playground equipment. 

8.12 Safeguards 

8.12.1 Interruption or alteration to service 

8.12.1.1 Emergency measures 

In the event of an interruption in service or emergency affecting ttw service or me s^ety of users, users 
expect timely information on the nature of the incident, risks involved, contact detiMs, dear instmcHora and 
the time before normal service is resumed and temporwy solUions avari^M A policy, procedures, 
appropriate equipment and access to emergency services for various rele van t scenarios should be specified 
A sector-specific standard may identify appropriate scenarios and ap^iiicabte statutory or reguMory 
requirements may exist for particular circumstances 

8.12.1.2 Company restructure/mergerfrelocation 

In the event of a company takeover, merger, rekxation or equivalent event whch may have an impact on the 
consumer (eg In relation to access to the service or potential chants to terms of conditions), tfiere shoukt 
be appropriate measures to advise consumers and to provide for some reasonat^ conticHiation of service and 
appropriate time delays t>efore new conditions come into effect. 

8.12.2 Liability provision 

The organizabon shouW carry ^propriate insurance of an adequate level, depemfeng on the resources <rf the 
organization Sectoral standards shoukl identify the particular areas for which insurance may be needed and 
minimum levels. 
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•.12.3 Guarantees 



There should be guarantees of reasonable performance provided to the customer, which will be dependent on 
ttie service being delivered (eg the time within which a train should arrive, or the hour until which a hotel 
room should be kept) Sectoral standards should identify which aspects should be covered and whether 
minimum requirements are necessary 

8.12.4 RedreM 

Provision should be made for where there is a failure to deliver the agreed service (e.g. automatic 
compensation from an electricity company in the case of an interrupted power supply, or from an airline 
operator rf a plane is delayed longer than a specified period). Such commitments may be made in a code of 
cocKluct (see 8 13.7) There should also be dear reference to the organization's complaints procedure and the 
provision made for external dispute resolution Reference should be made to ISO 10002. 

MOTH See also ISO 10001 and ISO 10003. 

8.13 Communication between service provider and customer 

8.13.1 General 

Communication between the customer and service provider occurs before, during and after providing the 
service The information contained in advertising and other pre-engagement literature can be of great 
importance, ^ong with details related to agreeing ttie contract, providing and paying the bill and any follow-up 
related to guarantees, maintenance and complaints. 

8.13.2 Mettiod 

Secicra! s:2r.is.-ds sfWiiW sci out tiie information and communlcatior. technology which may be used 
(eg face-to-face. Internet, telephone, fax. letter, e-mail) and any specific requirements Alternative formats 
arxl the opportunity for person-to-person contact should always be available. 

8.13.3 Content 

A detailed description of the service to be delivered should be provided, together with any specific 
requirements, espeoatty with respect to children. The price, including any taxes or service charges, method of 
payment arxl biH should be outlined Guarantees available and forms of redress, including ttie claims and 
complaints-harKlling policy. activity-canceNation poNcy (e.g. permitted cancellation period) should be clear. 
There slxxild also be a requirement for dear contact details for the service provider and infom^ation on 
avatiabdity of. and access to, third-party references 

The standard should consider la^ut for forms, twmirwlogy, and syntax rules for electronic messages 
Lariguage shotM be dear, transparent and truthful, takmg into account potential special needs of customers 
There may ^so be sector- specific national or international requirements, agreements and standards to 
consider 

NOTE ISO/IEC Guide 14 provides guidance on the provnion of information 

8.13.4 FrequetKy of interaction 

Fariures in commwDication can lead to problems for customers and complaints to the service provider 
Sectoral standards should in<teate the key stages at which communication is appropriate or necessary, 
related to the phases of service defcvery. along with any minimum frequency/interval criteria Consideration 
shotM be given to appropriate speed of response, especiatty where "real-time' communications are possible 
(eg telephone ca8s or use of the Internet) 
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8.13.5 Approachabtlity 

Inability to make contact with an organization Is a potential source of frustration to customers Cleai 
information should be given on the availability of tt>e organization and appropriate personnel for all users 
(including location, hours available, average waiting time, cost per calls, media, alternative formats etc ) and 
these should be appropriate to the service being delivered 

8.13.6 Attitude policy 

Organizations should have a policy and procedures in relation to customer service, including requirements for 
courtesy and attention (see also 8.4) 

8.13.7 Code of conduct 

Infonnatlon should be supplied on whether the organization's code of conduct is put>(icly availabie and. if so 
how to access it. It may tie possible to identify particular commitments which should tie made in sector 
specific standards 

8.13.8 Customer satisfaction measurement 

Methods for obtaining feedbacl( appropriate to the service toeing delivered should be outlined These should 
ensure provision for obtaining responses from a wide section of users, indudtng those with speaal needs 

NOTE Woik is being considered on guidance on methods for measunr>g srxj monitoring custom«f satisfaction as 

part of the series of standards prepared by ISO/TC 176 

8.14 Communication within service organization 

8.14.1 General 

There should be good communication within the service provider organization and Ijetween this organization 
and any suppliers. 

8.14.2 Method 

Sectoral standards should set out the information and communication technology which may be used 
(eg face-to-face, telephone, fax, letter, e-mail) and any speafic requirements Alternative formats should 
always be available 

8.14.3 Frequency of interaction 

Failures in communication can lead to problems for customers and complaints to the service provider 
Sectoral standards should indicate the key stages at which communication within an organization or between 
the organization and its suppliers is appropriate or necessary, related to the phases of service delivery, along 
with any minimum frequency/interval criteria 

8.14.4 Sliared information 

Policies and procedures should cover the amount and quality of the mfonnation to be shared between the 
service provider and its suppliers or within different departments of the service organization, particularfy m 
relation to customer confidentiality This shouW include controls on the use of personal data, particutarty for 
advertising, sale to other organizations, etc 
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9 Checklist 

Tables 2 to 6 identrfy the topic areas for each service element, as described in Clause 8. The numbering in the 
second column of the tables corresponds to the subclauses in Clause 8, which provide more detail on the 
individual topic areas The third column of each table provides prompts for the information that may be 
incofporated or sought when developing the standard, rather than a detailed description of all p>ossible 
relevant information Illustration of the relevance of the checklist to three different kinds of service (hair care, 
hotels and insurance) is given in Annex B 

Table 2 — Checklist of topics to consider, related to the service provider 



Servica alanMnt 


Topic area 


Prompts to t>e considered in starKlard 
development 


Scfvlca provider 

providing one or mon of the 
following 

— expert advice/Support 
(eg legal/finanaal) 

— nOngible products 
(eg nsurance) 

— tramng and education 
(eg sports instruction) 

— accommodstxyi/ 
entertainment 

(e g hotel, ttieatre) 

~ orgtmned I guided 
acnmlies (eg tounsmi 

— eqwptrmnl/f>remaes twe 
(e g telling agencies. 

tools hire, internet sennce 
provider^ 

— care or treaHnenl 
(eg hairdimsaars. 


8 2 2 Quality management 


other standards, eg. ISO 9001 and ISO 9004; 
sector-specific requirenoents 


8 2.3 Environmental management 


other standards, e.g. ISO 14001 


8 2 4 Occupatkmal health and 
safety management 


International agreements; standards; national 
requirements and agreements 


8 2 5 Solvency and other financial 
aspects 


financial st^NHty, including liability insurance 

international agreements; standards; natk)nal 
requiremenls and agreements 


6 2 6 Integrity 


eg responsible advertising 

professional and organizational codes access to 


8 27 Capacity 


size/resources may impact on safeguards available 


8 2 8 Social lesponslbKity 


mtemational agreements, standards; natk>nal 
requirements and agreements (eg chikj latXHir), 
organizational or sector-specific requirements 


8 2 9 Human resources 


eg minimum number of staff and their skill and 
competence 

may Impact on safety, security or safeguards 



» 



IS/ISCVIEC Gukto 76 : 2008 



Table 3 — Checklist of topics related to the service provider supplier, personnel and customer 



Service element 


Topic area 


Prompts to tm consMered In standard devetopment 


Supplier 

may provide 

— goods supplied as part of 
the service 

— personnel involved in 
carrying out ttie service 


83 


international agreements, standards nsbonai 
requirements and agreements sector-specific or 
organizational codes 

e g tour operator uses airlines that comply with 
national aircraft safety standards, kitchen design firm 
installs equipment that complies with product safety 
and perfoimance standards 


Personnel 

principally ttiose witti direct 
contact Witt) customer 


8 4 2 Knowledge 


in required areas, e g language of target customer 
organization's complaints procedure 


8 4 3 Skills and competencies 


minimum qualifications and experience necessary 
physical fitness. «rhere appropnaW 


8 4 4 Attitude 


professionahsm m all phases of delivery, inckjding 
account^tlty for actions and decisions, courtesy and 
attention, confidentiality 


8 4 5 Training 


organization or company pohaes and procedures. 
includir>g mor«tonr>g perfomwnoe 




Customer 

potential or actual customer 


85 


criteria to l>e fuMWad in order to be permitlsd to contract 
or receive the service, e g age. knowtedge or skills 
attitude (respect of fsdlitMS. persorv^ei and other 
customers), fitness (e g sSergw*) 

(indrvidua) and gnx^). consider vutnersbts users (sge, 
mental atMKly) 
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Tabia 4 — ChecMist of topics to consider related to the contract billing and service delivery 



Scrvic* atemant 


Topic area 


Prompts to t>e considered in standard development 


Contract 


8 6 1 Clanty an<) transparency 


eg. legibility, alternative fonnats 


8 6 2 Ot))ectivity and fairness 


fair contract terms; cancellation procedure: detailed 
costings 


8 6 3 Format 


layout: location of key information and manner in which 
presented 

take account of national requirements and agreements 


Billing 


8 7 1 Information related to 
payment 


whettier sendee charges, taxes, etc. are included 


8 7 2 Mode of payment 


payment method, penalties, security issues 


8 7 3 Conditions 


time period for part or full payment: provision for 
independent hoWing of large sums (e.g. deposit on 
house purchase); information on wtiether 
taxes/gratuities are to be added 


Oalivwy 

nqurtmenls for actnOms 


8 81 Specification of activities 


eg description of activities to be undertaken, required 
items, level of detail 


8 8 2 Trustworthiness 


delivery agreements 


8 8 3 Privacy 


data protection requirements; international agreements; 
standards: national requirements and agreenmtts; 
sector-specrlic or organizational codes 


8 84 Safety 


other standards 


8 8 5 HeaWi and hygiene 


other standards 


8 8 6 Environmental aspects 


conservation of environmenlal. cultural and human 
heritage, waste handling (reduction, recovery or 
recycling), reduction of odours, noise arxj visual 
poBution. increasing customer and personnel 
awareness of respect for environment 


8 8 7 Code of conduct 


other standards, e g ISO 10001. organizational 
mission, values, commitment to quality 


8 8 8 Security 


of person (e g adult-chiW/leader-group supervision 
arrangements), of belongings (facilities for secure 
storage of valuables), of financial information and 
customer's identity (restrictions on access to personal 
data. Internet codes) 
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Table 5 — Checklist of topics to consider related to service outcomes and other aspects 



Service etement 


Topic area 


Prompts to be considered in standerd developmeni 


Service outcome 


8 9 1 Satisfaction 


analysis of complaints data, oatomer surveys 


8.9.2 Continual Improvement 


otIiersUndards.eg ISO 9004 analysmg corr^amu 
daims and modem (or accident) data as appropnata 

survey of customer sabsfactwn 


Service environment 

eg worttroom, home, railway 
network 


8 10 2 Health and safety 
requirements 


mtemabonat agreements, standards national 
requirements and agreements, e g requiraments for 
daylight access n officas, lampefaturB. air quakty. 
provision of lavatories 


8.10.3 Accessibility 


compiianoe with national requirements, agreements 
and standards, eg national d«ability legstabon 

disability, including v«ual. hearing, mobility and 
leamH>g 

eg. tactile maikingt. hearing aid loops. avodMioe of 
stairs, dear and simple signage 


Equipment 

supporting sennce delivery 


8 11 1 Quality and safety 
requirements 


articles and faakties used in service delivery comply 
with relevant standards and national technical 
requirements (eg trans in public transport services 
dnNs used when fitting kitchens) 

eg requirements for manual handbng of equipment 
safety guards 

goods. supplMd as part of servioa. oonfonn to reievent 
standards, nabonal requirements and agreements 
food safety and hygiene standards 


8 1 1 2 Accessibitty 


for target users, mcludng special needs 


8 1 1 3 Ottier relevant 

requirements 




Safeguards 


812 1 Intemjption or alteration 
tosennce 


policy, procedures, equipment for vanoua emergency 
scenarios, ir>duding risk management, aocaaa to 
emergency servwes 

^ipropnale meesures lo advise consumers. pn>vide 
continuation of sennoe. etc m the event of a company 
takeover, merger, relocalion or equiviMent 


8 12 2 Liability provision 


appropnate insurance of adequate level 


8 12 3 Guarantees 


reasonable performeiice. e g time witftm whch tram 
shmAI arhve. hour untH which hotel room should be 
kefA 


812 4f^edress 


other standards, e g ISO 10002 
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Tabic 6 — Checklist of topics to consider rslatsd to communication at all stages 



S«fv<c« atanwnt 


ToptcarM 


Prompts to be considered in standard development 


CommunicaUon 

bet»i9en customer and service 
provider (before, dunng and 
sner ptovidmg the service), 
includes 

— advertsmg 

— pie-engagement hlerature 

— contract 


S 13 2 Method 


information and communication technology to be used 
(face-to-face, telephone, fax, letter e-mail), alternative 
formats, fonms layout, syntax rules for electronic 
messages international agreements, standards 
(e g ISO/IEC Guide 14). national requirements and 
agreements 


8 13 3 Content 


detailed description of service to l3e delivered, any 
specific requirements, especially with respect to 
children, cost, including any taxes or service charges, 
method of payment: bill, guarantees, claims and 
complaints-handling policy, activity cancellation policy, 
contact details tor service provider 

terminology; clear, transparent, truthful language, 
taking into account potential special needs of 
customers 

international agreements; standards 

(e g ISO/IEC Guide 14), national requirenrfents and 

agreements 


8 13 4 Frequency of interacton 


specification of minimum frequency/interval related to 
phases of service delivery 


8l3SApproachaMity 


to organization and appropriate staff for all users, 
e g locatton, hours available, average waiting time. 
cost per calls, mode of contact 


8 13 6 Attitude policy 


courtesy and attention 


8 13 7 Code of conduct 


whether it exists and is publicly available 


8 13 8 Customer satisfaction 
measurement 


methods for obtaining feedback 

guidance related to the standards under consideration 
prepared by ISOrrc 1 76 


mttHn ttie service organiation 
or between (fus orgenzalion 
end Its suppliers 


8 14 2 Method 


information and communication technok>gy to t>e used 
(face-to-face, telephone, fax. letter, e-mail), altemative 
formats 


8 14 3 Frequency of interactxjn 


specification of mimmum frequency/interval related to 
phases of service delivery 


8 14 4 Shared nfomrtalion 


KTiount/quakty. parlicuiarty m relation to customer 
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Annex A 

(informative) 

Examples of possible services 



For the purposes of this Guide, services Include, but are not limited to, ttie following: 

— activity performed on a customer-supplied tangible product (eg. automobile service or repw); 

— provision of expert advice or support to customers (eg legal or financial advice); 

— provision of intangible products (eg. insurance); 

— training and education for users (eg. instruction In languages, sports, crafts); 

— accommodation or entertainment (eg. tiofel, ttieatre); 

— organized and guided activities for participants (eg tourism, activity ftolidays); 

— rental of equipment/premises (eg letting agencies, tools hire, telef^nne service. Internet service 
provider); 

— care or treatment of customers (eg hairdressers, derttists); 

— health care; 

— network services (eg telecommunications, cable. Internet, el e ctr icity and fuel deNvary servioot); 

— transport services (eg buses, trains, ferries and airtines) 
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Annex B 

(informative) 

Illustration of the relevance of the checklist to different kinds of services 



B.1 Table B 1 indicates how different service elements assume greater or lesser importance when the 
checklist IS applied to different types of service The examples are Illustrative and thus incomplete. It would be 
expected that an actual standard developed for any of these service areas would be much more detailed. 

B.2 The hairdresser represents a small organization, which may be a sole self-employed person or single 
outlet operation 

B.3 The hotel is an example of a complex service provider, where the main service is providing 
accommodation but the service package includes a reception (for booking, guidance when entering and 
leaving advice throughout the stay), a room (with equipment such as a bed, shower, other fumiture, trouser 
press and less tangible aspects e g the view or decor), breakfast and room service, facilities (e.g. a bar and 
swimming pool) and other services (e g providing excursions) The hotel may itself l>e one of many owned or 
franchised under a particular brand name, with linked reservation systems and Internet booking. 

8.4 Life insurance is an example of an intangible product, in which consumer concerns may relate to the 
difficulty of working out which insurance to choose, due to lack of transparency of information (as different 
companies may present information in different ways) and reliable indicators of trustworthiness (eg whether 
the supplier will be able to pay when it is necessary) 
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Table B.1 — Use of checklist for hair care, hotel and life insurance servicM 



Service element 



Hairdresser 



Service provider 



A small organization is less 
likely to t>e aware of. or 
implement quality and 
environmental management 
standards, such as ttie 
standards prepared by 
ISO/TC 176 or ISO 14001, and 
may have limited, if any. 
documentation of its own 
processes 

Solvency and other financial 
aspects may have less direct 
impact on consumers, as. 
typically, money is not paid until 
after service delivery 

Other issues may include 
scheduling appointments with 
sufficient gaps to minimize 
customer waiting time for a 
single stylist and the appropnate 
disposal of any chemical waste 
(unused hair dyes, etc ) 



Hotel 



Ail Items may be included in the 
organization's policies In the 
case of a hotel chain they may 
t>e part of a 'corporate identily" 
External standards may be used 
as well, e g the standards 
prepared by ISO/TC 176 for 
quality management and 
improvement, and the standards 
prepared by ISOH'C 207 for 
environmental management 

Solvency and other financial 
asp>ects may C>e of some 
concern to consumers with 
increasing pre-payment for 
rooms through Internet booking 
However, risks may tie qualified 
due to coverage ttirough travel 
insurance 

The complexity of service 
delivery may result m a more 
extensive set of procedures, 
with consequent training issues 
and staffing levels necessary to 
cope with the range of services 
and capacity of the hotel 

Specific issues may include 
waste disposal, laundenng 
emptying disadvantaged 
people, no violent or 
pornographic videos, 
management of noisy or unruly 
guests 



Ufe insurance compeny 



Gerwral standards sucti •« 
ISO 9001 and (less important) 
ISO 14001 may be applied 
There may be no rwed for 
sector-speofic ttandardi 

Solvency and other firMncial 
aspects are of the utmost 
importance for insurance 
companies Ttiere may t>e 
requirements set by a national 
autttonty If not available or 
insuffioent. standards may fill 
the gap Company pokaes rrtay 
provide additional criteria ttiat 
the company imposes itself 

Issues may include nvttether 
premiums shouk] deperxJ on 
personal data hkt healtti and 
wealth, or whettier 'depnved' 
customers shouW proftt from 
pnvileged one* and whettiei 
tanfT setting may be based on 
health risks, for instance 



Suppller(s) 



Quality of shampoos, hair 
treatment products, etc from 
suppliers 



Providers of related services, 
e g golf course, taxi provision 



Links are from insurance 
companies to their agents 
brokers, etc 



Personnel 



Receptionist, hair washer, hair 
stylist, etc 

Minimum requirements will 
include the expected 
hairdressing qualifications, but 
also a knowledge of health and 
safety issues, customer 
management etc by all staff 

Policies unlikely to tje written 
down 



Wide range of personnel 
including administrative, 
deanmg and food preparation 
staff 

H^inimum requirements for staff 
(i e hotel and catering diploma l 
Will also be extensive additional 
knowledge and skills required 
from dealing with customers lo 
knowledge of emergency 
evacuation procedures 

All Items may be addressed m 
organization s policies 



Actuaries and service desk 
personnel 

Additional requirements to tfiose 
set by national authorities may 
be laid down m national branch 
specific or company policies 
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Tabte B.1 {conOnued) 



S90nC9 MSIVW^K 


HainfaMMT 


Hotal 


Ufa insurance company 


CuMoRMr 


Customera may indude peofjto 
ofalagMandat)*tiM 

NacMsary information about the 
cuatomer should indude 
knowtedge of sensitivity to 
chemicals in products, etc. 
Policy may be needed on sucti 
issues as the age at which 
chMren may be seen 
unsupervised , particularty for 
anolary services such as 
twauty treatments 


Client hotel guests may include 
people of al ages and abilities 

abiity to pay. age and 
-respectabiHy' 


Insured person/person taking 
out insurance. 

Requirements may include age 
and mental capability of 
customer taking out insurance, 
as wrell as conditions of health, 
occupation, etc related to 
person whose life is assured. 


Contract 


No expScrt contract 


Reservation 

May be company standard for 
allowed modes of reservation, 
format for reservation and 

cancellatnn Issues include data 
protection 


PolKy and related terms and 
conditions. 

National insurance authorities 
may set basic requirements. 
Additional requirements may be 
laid down in national, branch- 
specifk: or company policies 


Biamg 


Issues such as whether 
gratuHias are expected, 
mriuded, ete 


Aflowed modes of payment and 
issues such as wfiether 
gratuities are expected, 
mduded. etc 


Allowed modes of payment by 
and to consumers 


0«<iv*ry 


Hav treatment (cutt»>g. washing. 
Inmmirtg. colounng. penning, 
etc) 

Advice on hair care/general 
conversation with customers 

Ottier care e g manicures, 
make-up 

Ottier services inckiding waiting 
facilities (seating arKl reading 
matter, music refreshments) 


Providing accommodation 
includes a reception (for 
booking, guidance wtien 
entenng and leaving, advice), a 
room for stayir>g (witti elements 
such as a bed. shower, \abic. 
phone, trouser press, and less 
tangit>le elements, e g view or 
atmosphere), breakfast and 
room service, facilities such as a 
bar and a swimming pool, and 
other services, such as 
providing excursions 

Issues include providing service 
at a level which may be 
expected from brochure, star 
rating, etc , not drvulging 
information alxjut guests to third 
parties or other guests, 
provisions for safety and 
security of guests including 
emergency evacuation 
procedures awareness of food 
hygiene iegionella prevention, 
etc and secunty for guests and 
their luggage 


Providing insurance services 

Additkinal to tfie requirements 
set by the national authonties. 
company policies may apply 
The assumptions and rules for 
cak:ulating trie premium are an 
essential element A branch- 
specific code of conduct may 
provide guidance for making 
these assumptions and mies 
transparent to consumers 

Measures on organizational 
personnel, technical and 
process level shouW ensure the 
atMlity of the insurance company 
to pay once it is necessary 
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Table B.I (continued) 



Service element 


Hairdresser 


Hotel 


Life insurance company 


Service outcome 


Primarily hair cutting and 
styling 

Additional waiting facilities, 
chattng. advice (m this case, 
service delivery and ser^nce 
outcomes cannot be separated 
customer satisfaction results not 
only from tt>e hairstyle, but also 
from the other elements of 
service delivery) 


Stay, enjoying the service 
package 

Form to evaluate customer 
satisfaction 


Being insured receiving agreed- 
upon amount of money onoe 
agreed-upon conditions t\»vt 
been fulfilled 

Measures on organizational, 
personnel, technical and 
process levels should ensure 
the atNlity of the msuranoe 
compar>y to pay once it s 
necessary 


Service 
environment 


Haindressing salon or 
customer's home. 


Public areas, grounds and room 
Itself 

Issues include access for 
persons with disabilities, 
requirements for electrical 
installations, quality (e g size of 
rooms) 


Company office 

General standards lor offtces 


Equipment 


Scissors, bojshes. hair 
colourants, dryers, etc 

Location, height of wash basins 
(ergonomics), etc 


Vast range of equipment much 
of which will tie used by 
customer unsupervised 
(e g coffee making facilities 
televisions, etc in rooms) 

issues include minimum set of 
available appliances and 'give- 
aways" (e g hairdryer and 
toiletries provided m rooms), 
child safety, safety of electrical 
apphances and suitability of 
equipment for use by persons 
with disabilities 


Information and communication 
technology software files 

Standards lor information and 
communication technology 
used 


Safeguards 


Knowledge of customer hair 
type, sensitivity, etc related to 
chemicals (e g dyes) applied 

Safe handling and disposal o( 
products used for colounng and 
perming hair 

Hygiene aspects of use of 
combs, brushes, etc 

Policy for refunds or redoing 
hair Liability insurance etc 


Emergency evacuation 
procedures and links with local 
emergency services 

What to do in case of 
overtKKjking 

Provision and promotion of a 
compiatnts-handling policy and 
external dispute resolution 


Code tor mlormation secunty 
Criteria for reinsurance 
Liability clauses 
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Table B.I (continued) 



S*rvic« ttamcnl 


Hairdresser 


Hotel 


Life Insurance company 


Communication 
between 
customer and 
service provider 


Appointments giving advice 
chatting 


Between hotel and guests 
(providing hotel information, 
resen/ation, check-in. providing 
informatran during stay, 
check-out) 

May use Internet reservation 
faality 

Issues include description of the 
hotel and its sen/ice package 
and whether rating (star) system 
is used, information required of 
guests (credit card 
number/passport, etc ), 
approachabilrty (24 hours per 
day, 7 days per week, or less) 

Publicly available code of 
conduct 

Measures made of customer 
satisfaction, e g questionnaires, 
"mystery shopper" (where 
permitted) 


Between insurance company 
and insured person 

Standard descnption of the 
insurance offered 

Provision for locating 
organization underwriting policy, 
following changes of ownership, 
when claim necessary 

Publicly available code of 
conduct 


Communication 

wrttMnthe 

service 


Appointment planning 

Ordering matenals to be used 

Relevant information related to 
lengtn of lime chemicals may 
remain on hair/time under dryer 
etc 


Resenration system 

Communication at>out guest 
requirements before and during 
stay (e g request for "no 
smoking" room, orders via room 

service) 


Sector-specific standards or 
company requirements for 
communication within ttie 
company and for communication 
with brokers, investment 
companies, authorities, 
suppliers and ottier parties 
Specification of information and 
communicatKm technology to be 
used 
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